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ABSTRAK 
 
PENGARUH KUALITAS LAYANAN TERHADAP KEPUASAN 
KONSUMEN PADA PERUSAHAAN CATERING HERLI       
CV MS NUSANTARA MAKASSAR  
 
 
 
Rizka Rayhana 
Dr. Jusni., SE.,S. M.Si 
Romi Setiawan, SE.,MSM 
 
 
 
 Penelitian  ini  bertujuan  untuk  mengetahui  dan  menganalisa  seberapa 
besar pengaruh kualitas Layanan terhadap kepuasan Konsumen yang dirasakan 
oleh konsumen catering CV. MS. Nusantara Makassar. 
 Model  yang  digunakan  dalam  penelitian  ini adalah  metode  observasi, 
wawancara, kuesioner, dan studi kepustakaan dengan menggunakan skala likert 
dan  metode  penentuan  sampel  yang  digunakan  adalah  aksidental  sampling 
sebanyak 80 sampel. Metode analisis yang digunakan adalah metode regresi 
linear berganda (multi linear regression).  
 Hasil penelitian menunjukkan bahwa kualitas pelayanan yang terdiri atas 
Tangible (X1),  Realibility (X2),  Responsiveness (X3),  Assurance (X4),  dan  
Emphaty  (X5) secara bersamasama memiliki pengaruh yang positif. Selain itu, 
berdasarkan hasil pengolahan Uji Validitas dan Uji Reliabilitas, data yang 
diperoleh Valid dan Reliable sedangkan dengan uji F dilihat  bahwa  kualitas  
pelayanan  memiliki pengaruh  yang  signifikan  terhadap kepuasan pelanggan 
dengan tingkat signifikansi sebesar 0,000 atau 0%. Namun berdasarkan uji parsial 
(t),semua variabel memiliki pengaruh yang signifikan terhadap kepuasan 
pelanggan. 
  
Kata  kunci  :  Kepuasan  pelanggan,  kualitas  pelayanan,  Tangible,  
Reliability, Responsiveness, Assurance, dan Empathy. 
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ABSTRACT 
 
THE EFFECT OF SERVICE QUALITY ON CUSTOMER SATISFACTION IN 
THE COMPANY HERLI CATERING OF CV MS NUSANTARA MAKASSAR  
 
Rizka Rayhana 
Dr. Jusni., SE.,S. M.Si 
Romi Setiawan, SE.,MSM 
 
 
 This study aims to identify and analyze how much effect of service quality on 
customer satisfaction felt  by customers who  use  the Herli catering of CV MS 
Nusantara Makassar.  
 The model used in this study is the method of observation, interviews,  
questionnaires,  and  literature  study  using  a  Likert  scale  and sampling method 
used was accidental sampling a total of 80 samples. The analytical  method  used  
is  multiple  linear  regression  method  (multiple  linear regression) .  
The results showed that the quality of service that consists of Tangible (X1), 
Realibility (X2), Responsiveness (X3) , Assurance (X4), and Emphaty  
(X5) is have a positive influence .In addition , based on the results of the 
processing of Test Validity and Reliability Test , the data obtained Valid and 
Reliable whereas the F test shows that service quality  has  a  significant  impact  
on  customer  satisfaction  with  the  level  of significance of  0.000 or  0  %  . 
However, based on partial test  (  t  )  , all the variables have a significant effect 
on customer satisfaction.  
 
Keywords  :  Customer  satisfaction,  service  quality,  Tangible, 
Reliability,Responsiveness , Assurance , and Empathy . 
 
 
 
xi 
 
 
DAFTAR ISI 
Halaman  
HALAMAN SAMPUL .....................................................................................  i 
HALAMAN JUDUL .........................................................................................  ii 
HALAMAN PERSETUJUAN ..........................................................................  iii 
HALAMAN PENGESAHAN............................................................................  iv 
HALAMAN PERNYATAAN KEASLIAN .........................................................  v 
PRAKATA ......................................................................................................  vi 
ABSTRAK ......................................................................................................  ix 
ABSTRACT ....................................................................................................  x 
DAFTAR ISI ...................................................................................................  xi 
DAFTAR TABEL ............................................................................................  xiv 
DAFTAR GAMBAR ........................................................................................  xvi 
DAFTAR LAMPIRAN .....................................................................................  xvii 
BAB I PENDAHULUAN ............................................................................  1 
1.1 Latar Belakang .........................................................................  1 
1.2 Rumusan Masalah ...................................................................  4 
1.3 Tujuan Penelitian .....................................................................  4 
1.4 Kegunaan Penelitian ................................................................  4 
1.5 Sistematika Penulisan ..............................................................  6 
BAB II TINJAUAN PUSTAKA ...................................................................  8 
2.1 Landasan Teori dan Konsep ....................................................  8 
2.2 Penelitian Terdahulu ................................................................  20 
2.3 Kerangka Pikir..........................................................................  22 
xii 
 
2.4 Hipotesis ..................................................................................  24 
BAB III METODE PENELITIAN ..................................................................  25 
 3.1 Rancangan Penelitian ..............................................................  25 
 3.2 Tempat dan Waktu Penelitian ..................................................  25 
 3.3 Populasi dan Sampel ...............................................................  26 
 3.4 Jenis dan Sumber Data ............................................................  28 
 3.5  Teknik Pengumpulan Data .......................................................  28 
 3.6 Variabel Penelitian dan Definisi Operasional ............................  29 
 3.7 Instrumen Penelitian ................................................................  32 
 3.8 Uji Validitas dan Realibilitas .....................................................  33 
 3.9 Metode Analisis ........................................................................  33 
BAB IV HASIL PENELITIAN DAN PEMBAHASAN ....................................  37 
 4.1 Profil Umum dan Sejarah singkat .............................................  37 
 4.2 Hasil Penelitian ........................................................................  42 
  4.2.1 Penentuan Range .........................................................  42 
  4.2.2 Deskripsi Variabel Faktor Yang Memengaruhi 
  dan Perhitungan Skor Variabel Independen (X) .......................  42 
  4.2.3   Pengujian Validitas dan Reliabilitas ...............................  49 
  4.2.4 Analisis dan Pembahasan Regresi Linear Berganda ....  54 
  4.2.5 Pengujian Hipotesis ......................................................  57 
  4.2.6 Uji Parsial (Uji t) ............................................................  57 
  4.2.7 Uji Simultan (Uji F) ........................................................  58 
 4.3  Pembahasan  .......................................................................  59 
BAB V PENUTUP ......................................................................................  61 
 5.1 Kesimpulan ..............................................................................  61 
xiii 
 
 5.2 Saran .......................................................................................  62 
DAFTAR PUSTAKA .......................................................................................  63 
LAMPIRAN .....................................................................................................    65   
 
 
 
  
xiv 
 
 
DAFTAR TABEL 
 
Tabel Halama
n  
Tabel 4.1 Tanggapan Responden mengenai Bukti Fisik ............................  43 
Tabel 4.2 Tanggapan Responden mengenai kehandalan ..........................  44 
Tabel 4.3 Tanggapan Responden mengenai daya tanggap .......................  45 
Tabel 4.4 Tanggapan Responden mengenai Jaminan ...............................  46 
Tabel 4.5 Tanggapan Responden mengenai Kepedulian ...........................  47 
Tabel 4.6 Tanggapan Responden mengenai kepuasan konsumen ............  48 
Tabel 4.7 Hasil Uji Validitas .......................................................................  50 
Tabel 4.8 Hasil Uji Reliabilitas X1 ..............................................................  51 
Tabel 4.9 Hasil Uji Reliabilitas X2 ..............................................................  52 
Tabel 4.10 Hasil Uji Reliabilitas X3 ..............................................................  52 
Tabel 4.11 Hasil Uji Reliabilitas X4 ..............................................................  53 
Tabel 4.12 Hasil Uji Reliabilitas X5 ..............................................................  53 
Tabel 4.13 Hasil Uji Reliabilitas Y  ...............................................................  54 
Tabel 4.14 Hasil Hitung Regresi ...................................................................  55 
Tabel 4.15 Hasil Perhitungan Uji t ................................................................  57 
Tabel 4.16    Hasil hitung uji F ……………………………………………………     58  
xv 
 
 
DAFTAR GAMBAR 
 
Gambar Halaman 
Gambar 2.1 Skema Kerangka Pikir ..............................................................  23 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
xvi 
 
 
DAFTAR LAMPIRAN 
 
Lampiran Halaman 
Lampiran 1 Biodata ....................................................................................  65 
Lampiran 2 Kuesioner .................................................................................  66 
Lampiran 3 Tabulasi Data Kuesioner ..........................................................  67 
Lampiran 4 Olah Data SPSS ......................................................................  72 
 
